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Part Three
Food and Beverage Department

a Lead-in Reading

The reputation of a hotel is determined by the comfort and service it offers to its
guests. However, one often hears the words, “a very comfortable hotel, but the food
was poor”. More and more hoteliers come to realize that food and beverage service is
a key element in a hotel’s operation. In many large hotels, it brings in more income
than room rentals. © ‘

There are a number of different areas offering a variety of meals and services all
within a hotel—the restaurant, grill room, different bars, cafeteria and coffee shop
as well as room service, lounge service and banqueting. @ The operation of a
restaurant is a complex mixture of components in a total system.® The Food and
Beverage Department involves many people working together as a team. So group
cohesiveness® is especially important here.

Good cooking is regarded as an art. Moreover, the Food and Beverage
Department employees can play an extremely important role in creating a pleasant
atmosphere, which is one of the services our hotel sells. High quality service

requires that every staff member love his job and knows about his work right down to

(@ Tt brings in more income than room rentals. ¥ ( &) WIRAZER THHHBEA

® There are a number of different areas offering a variety of meals and services all within a hotel—the
restaurant, grill room, different bars, cafeteria and coffee shop as well as room service, lounge service and
banqueting. /5 ERFKBBREEFHEHNEGTRS—ET L5 FFEE. B BRTH
T A R AR RS KRB KRS MESRS .

® The operation of a restaurant is a complex mixture of components in = total system. &fT2H %A
ERGEHENTBISEARNESEED.

@ group cohesiveness: HifAA{E, FIBAEER F1.
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its last detail. © The initial contact with the customer can be a vital contribution to

the success of his meal. A good waiter iries to satisfy the requirements of both the
customer and the restaurant at once.

~ In conclusion, good knowledge and skill, a cordial smile, plenty of courtesy .
with sincere effort and efficiency can certainly cook up a most inviting “dish”, a
“dish” which will bring into full play the motto—* Reputation first, customer

foremost” . @ That is a devoutly wished consummation.

Words and Expressions

reputation [ jrepju'tejfan] n. A&

hotelier [ hau'telio ] n.  HRVEER, I LR
rental [ 'rentl] n. F%,BEH

variety [ vo'raioti] n.  ZBEE; R

il [ gril] n L KAEHAEEY
grill room AN

cafeteria [ keefi'tioria ] n. HBER®RIT

coffee shop HnHEfT

complex [ 'kompleks ] adi. REZ:M LR
mixture [ 'mikst[3s ] n. REBEY
component [ kom'pounont n.  HRERG

total [ 'toutl] adj. BE, KK

system [ 'sistom ] n. RE,EH
cohesiveness [ kou'hesivnis ] n.  KiE,BENH
especially [ is'pefali] adv. FEH|, UG FEE
extremely [ iks'trizmli ] adv.  BRE,EH
atmosphere [ '2tmasfio | n. KA

initial [i'nifal] adj. EBHIN, EZH
contact | 'kontaekt ] n. &v. B BREE

@ High quality service requires that every staff member love his job and knows about his work right down
to its last detail. (REMEABTFEMR THARTENAREAM TERNEEZH TN T #.

® In conclusion, good knowledge. .. “reputation first, customer foremost”. B2, £ KA, RBH
AR, MM, RS , BEUIENE RN, SRR —EEANER, TERME
M fEHE— EE L KBS
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contribution [ kontri'bju:fan]
conclusion [ kon'klu:zn]
cordially [ 'kodjoli ]

inviting [ in'vaitip

motto [ 'motou ]

foremost [ 'foimoaust |

consummation [ konsa'meifon]

devoutly [ di'vautli]
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: Part Three Food and Beverage Department -_ -
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_‘M 1-1 Vocabulary Repetition -
Direction: Repeat each expression after you hear it.

at present vacant

specialties availability

menu looking forward to

Western cuisine sign

inform partitioned

video slide projector

1-2 Dialogue Listening

Direction.; Listen and complete the following dialogues.

Booking Seats®( 4 HiT)
(C = Clerk; G = Guest)

@ booking seats: TTHE, T, % A At AL TEBUITREAL , BT 5337 1 ¥ B R ] BT oL 36 L Bt
& P ERE.
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‘= Unit 14 "Reservation, /g
FAT M B~ v
Good afterncon. Banquet Reservation. © May I help you?
: Yes, I'd like to book a table for six.
: Are you going to eat Chinese or ?
: Chinese food. We are going to order some
: Is it for today’s dinner?
: Yes, at 6:30 p. m. If possible, try to arrange for a window table.
: May I have your name and room number?

: Wilson. My room number is 2112.

o000 0000n

Yes. Mrs. Wilson in Room 2112 reserves a window table for 6 at 6: 30 tonight;

We are seeing you.

: Thanks. Goodbye.

G

Receiving the Diners( &% %)

(Scene: A party of six is waiting to be seated for dinner in a crowded restaurant. ) *
( H = Hostess; G = Guests)

H: Good evening, ladies and gentlemen. Welcome to our restaurant. W
G1: Hello, do you have a table for six?

H: Have you made a reservation, sir?

G1: I’m afraid not.

H: I'm sorry to say that we don’t have a table at the moment. Would you

please have a seat in the waiting room for a few minutes? One table over there is

almost ready. I'll call you then. May I have your name, sir?
Gl: Yes, Adams.

H: Thank you, Mr. Adams. This way, please. (Leading them to the waiting
room) ( Five minutes later) Sorry to have kept you waiting, ladies and
gentlemen. We can seat your party now. Would you step this way, please?
(Once in the dining hall again, another guest of the party catches sight of a
table by the window. )

G2: Can we sit there, waiter?

@ Banquet Reservation: EAHIT
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G3: Oh, that table has been reserved. Look, there’s a on it.
H: Yes, you are right, sir. If you want that one tomorrow, I'll have it reserved for
you. Would you try this table ?
G3: OK.
H: Take your seats, ladies and gentlemen. Here’s the . I'll return in a

few minutes to take your order:

Dialogue 3
Reserving a Meeting Room®( £ ZE#iiT)

(C =Clerk; G = Guest)

C: Good morning, sir. May I help you?

G: Yes, I'd like to reserve a room for a lecture. Can you make some suggestions?
C: Sure. How many people are you going to have?

G: Around 60. '

C: At what time?

G: The day after tomorrow.

C: That’s the 2nd of April. For how long?

G: From 8:30 a.m. to 4:30 p.m.

C: Yes, sir. A moment, please. I'll check the room . Thank you for

waiting. Your lecture will be arranged in the function room No. 2.
: Thank you.
: I'd like to suggest a classroom set-up.
: That’ll be fine.
Are you going to have a show?
: Yes, I think so.
We'll prepare 2 TV sets and 2 video players.
: That’s great. Please also get a ready.

CP0P0O0D

: We will. For your information, the room rental is charged on a half-day basis and

there is a charge for the equipments. @

(@ reserving a meeting room: W ERITIT . HLEFEEEX—BFEHTFERUBUTRSF P, BAKHE
FEREX — RS H FRUT

@® ...the room rental is charged on a half-day basis and there is a charge for the equipments. i Z#
AeRmEXEN, A& IEHERR—EHRA.



G: No problem. A banner is also preferred in the lecture room and a poster in the
lobby. ©
C: Yes, we will do that. Would you please write down the name of your lecture?

Q

: Yes, here you are. Can I have a look at the function room now?
C: Yes, follow me. The function rooms can be partitioned according to the needs of
the guest. For the lecture like yours, two rooms will be just fine. (Now they are

back at the reservation desk. ) May I have your name and room number, please?

G: My name is Fred Esmend. My room number is 1108.

C: Yes, Mr. Esmend. Room 1108. (After hav;ng ‘prepared the event order) Would
you please sign here for ?

G: OK. If we have changes, we'll you at once.

C: Yes, please. Is there anything else I can do for you?

G: No, thanks a lot.

C: Thank you for the booking. We look forward to seeing you, Mr. Esmend.

1-3 Pair Practice

Direction: Practice with your partner.

/
C: Good afternoon. Wuxi International Hotel. Banquet Reservation. Xiao Wu’s

speaking. May I help you?
. I'd like to book a table for four in private room.

?
. Chinese food.

: At 6:30 tonight.

. 7

: Jackson, Room 807.

: May I repeat your reservation? A table for four in the Chinese restaurant at
6: 30 tonight for Room 807. ?

Cy 0 @ W

J

e

@ A banner is also preferred in the lecture room and a poster in the lobby. RIS HESVWE NETEH
(&) B, T XT B (&30 #E A,
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*2-1 Collection of Special Terms

THIS TABLE IS RESERVED

( Sometimes a guest sits at a table that is reserved for another guest. This is
moment for diplomacy. )
Waiter: I'm sorry, sir. This table is reserved.
Guest;Oh, excuse me.
Waiter; 1) Perhaps you would like a table over there.
2) If you wait just a moment (five minutes, etc. ), 1 will find a table
for you.
3) If you can wait in the bar for fifteen minutes (thirty minutes, etc. ), 1
will find a table for you.

AN INAPPROPRIATE TABLE

(At times, you will need to tell guests that the table that they prefer is not
appropriate. )
Waiter: I'm sorry. This table is for six.
You will need a bigger table.
Please wait a moment until I find a bigger table.
I will put two tables together.
Could you wait in (at) the bar until I find a (an appropriate) table for you?

| ¥2-2 Role-playing

Direction: Discuss the following situations with your partner and take turns role-
playing both A and B. And then write a short dialogue for each situation.



° Unit 14 "Reservation,
FAAT M B

Role-playing 1
It is 8 p.m. in the evening. A guest comes in. The restaurant is full. If the
guest has not made a reservation, he can wait 20 minutes or so in the lounge bar.
(20 minutes later) Call the guest. Tell him his table is ready and show him
to it. But the table is too near the doorway. The guest sees another table near the
window that looks fine. But the table near the window is reserved. Suggest the

table in the corner. Tell the guest you’ll bring the menu.

Role-playing 2
Caller: Jack wants to reserve a table for tonight. There will be six guests
together and they want to have dinner at 7: 135.
Reservationist; you ask the caller what type of food they like. You ask for the
name of the guest and telephone number, and then repeat the
booking.

Role-playing 3
A guest calls to make a reservation. As a reservationist, you should:
(1) Greet him over the phone.
(2) Ask him about the following:
A. date and time;
covers;
types of cuisine;
special requirements for the banquet;
How much for food? What to drink?
guest’s name and company’s name ;

G. telephone number.

2RO oW

(3) Repeat the reservation for confirmation.
(4) If the restaurant is fully booked for the time the guest reserves, just

make suggestions.
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2-3 Heart to Heart

Direction; Talk with ‘your partner about your hometown. List some specialties and

places of interest in your hometown.

g LSGC'[IOI'\ 3 Readlng Pract|cew

Things Lost( k# /B2 %E)

About 9 a.m. yesterday, I lost my black bag on the playground. My
ID card, student’s card, a little money and two notebooks were in the bag.
Will any kind person who finds the bag please take the trouble to send it to
the master of Class One, Senior Three?

Thank you for your having kept it. Thank you very much.

The Anxious Loser

I am in hot water!

In many hotels the banquet reservationists belong to the Food and Beverage

Banquet Reservation( EL¥HiT)

Department His/Her responsibilities includes answering questions about reservations,
booking and assigning tables or private rooms for guests who request a table or a room
in the hotel. He/She takes reservations, cancellations and revisions, He/She fills up
the reservation forms and then distributes them to restaurant manager, chef, chief
accountant, cost controller, and chief receptionist.

Food and beverage reservations are made in different ways. Some guests fax

their reservations to the banquet reservationists. Others go directly to the hotel and



make reservations in p‘erson; still others simply make reservations on the phone.

For a large-scale or an important banquet reservation, however, a face-to-face
talk is suggested. When a guest comes to make reservation in person, he’ll be.able to
give detailed instructions with regards to the set-up of the banquet venue, table set-
up, food and beverage standard, and the like. It is suggested a contract be

Words and Expressions

banquet [ 'bapkwit ]
cuisine [ kwi'zimn ]

specialty [ 'spefalti]

vacant [ 'veikont ] adj.

catch sight of

take order

lecture [ 'lektfa]
availability [ oveila'biliti ]

video [ 'vidiou] adj.
partition [ pa:'tifon] v
" automatically [ orto'meetikli] adv.
diplomacy [ di'ploumssi ] n.

slide projector

banner [ 'bena ]
cancellation [ keensa'leifan ]
revision [ ri'vizon]

distribute [ dis'tribjuzt ]

(D Normally the following points must be specified in the conttact; date and time, food ‘covers, food price
per cover, the set-up of the banquet venue and table and sesting arrangement, the name of the organizer:and liaigon
person, their telephone numbers, and payment method, as well as service charge. ;@ﬁ'ﬁi%ﬁ(fﬁlﬁ*ﬁ?ﬁ&
LA 303 . &3 B A R 1] JERAB AR EAHMARHNERA R S oEER KRN RE
S A AR 5 % C '

cover 7EX LR HHRE” .

s 8 8 ¥

concluded following the negotiation. Normally the following points must be: specified in
the contract; date and time, food covers, food price per cover, the set-up of the
banquet venue and table seating arrangement, the name of the organizer and liaison

person, their telephone numbers, and payment method, as well as service charge. ®
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